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.W..I\Iti"'IMt ' $ tfh"-"f~' t<:r' ''~~ 
Dahl or fxp.llna\ion tlf R~o!t.ltor 

ResolU\I·:Jfl. 
~4.; f\( tllSt0r't'lf::'r !'Jit!tJci 1lw:1i: <-1~n· had .r.rn'Tfted ~J:e·(: :rar wed poper procedure by keavi11g the cc.stc!l'!e1 

~ r:1s t::J.:; v,.:?s ·tro: cl~a" ;:a:--:J 'tnt lt b~t:dL;!'g vr, v/1!1 !nformec n' wh'-li they we:e expene~.c,_,<;; o;; \he! n,:;, 
I I Q')t~A.:w:\1 ·1o.ce as-B:n:<1, ThB c-..~s:.·.o"'tP~~r '1'1a~ ciil~t~·, 00~"1 

i ~a:::1: <'~1; r'1al€~ :"'le mn0. ~'ie lio?~ :~n~ Wf· :·w~(;,v- ·~{l'c1i lb0 

rt;en it7 !aH<tn~ a.c~:,u:" A~ok::-g:zed the ~ .... ~->..::~~br ft}r ~::c 
inconven1e1 

.. ce. No follcw ~t.1 b: 'lat.:~ss&'Y 
\ 

I 2 UU,'>JI• '' ~~.~~~~~r'lel !r.ec \C olac .. a con·>''ance r.a•l 0' ;;, wt;e~.;.md ! 07/~12/09 OtscusBed !he situBti~n with l,ha ope-mtor and supervisor. fhov 
g. She was 1nfvrn1ed oy ·:te 0<;E>n; :l·ey could r,~,,, 'Jf boh understand procedures for contcrent,e caiis, b!..t there was 

wo••lc not b<~ <Jble to prc'.;e;;s the call. lr><:: 0USbMe·· then a con'puler problem the operator was try1ng tc. Alert the 
spoke to a t1uoerv1sor wr.0 s;~·d t'·ey don·: pm~oss 1hose s~pe-viscr to that was ma~ing it difficult to place the call. The 
types oi calls bulltley wo;.id c. '•;;,c'< Wit~ the Ol'·corriiiS, operator wm; coached to give the superv1so< as much 
supf:l(viSO' for .::o'1firnalion T·is <.::lnfusC10 tne custor:aY. ir.form;;n on .as possicle about problems tnat occur aoo to keep 
as sr.e has placed ovnierence c<?Jl!:> !hrougl': relay bef0re. t:-1! c~stomer informed. The superv•scr was a back up 

' Apo!og!ze;:l to ;:;ustoMer for tt•e .ncotvemence, and !.JpeN•sor covering lor a short time. She was coached to 

\ 
Informed her tr.at we ::Jo pro(',ess conference C'fJ·IS at obsetve every detail of the call, 'ncluding what til~;~ operator 
anytime. Tl1e cuslc.ner 'M"'S told tlut <his mdt\(;r ~.Vcuid ~e typ<;>d to the customer prio' to the su~ervu;or arnving at the worl<. 
forwarded to tho proper ~aH c:e~rar so t~l!t this wilt not stat•:>n so ~n accurate evaluation ot ihe situation can oe :rade. 

I 
occur whe1> she pieces fc.,!ure cr:r.ferences ca:ls. N<) 
\'dl!!back v.-a;, rec;ueMed 

::1 06/11108 ·f:~1ustcrnercould no: ooMclete a cl\1' to a heal!l" care 06i111G9 T ecnmcian mllde test calls with the cus;omar and she was :.ble 
1'1ty, and was experio;'let'lg " O;J;,.sy ~> gnal when calling to •e-::a1ve ~;nd make calls. 1'ht customer was appreciative. 

' the nealti-, :::are fa::;llily thruug;~ iihrmis Rc!.;y. Apc~iog1;:eo 
or the prcb!e<'f\ and :>pened a t~cubl<il locket. Foli<Nv ur 
wa~ req:..ire::l :o· arob!e'TI reso!u!iori 

I ,. OE\!16lC9 A Voi~e customer askt:>d the agent :o dial a r.umber from 06(17!09 Followed up with tr.B ager.t. and she recalled th;$ specific calL 
his frec:ue1tly dialed hst Tt1e ageni efltered the option for The agent stated that she placed the call artd got a reCOrding 
fE'l,;lish rathe• than w;:l<ting for the dialed nurnbel to go to w•lh En~lish as an option. This conf>Jsed !he agent. so she 
TIV tones. Th<J customer S<Jic fhe- agcn: <J"gued W!l~. him asked the customet if they were trying to reach a deai or hard crl 
about the processing of the calL Apologized for the hearing person The agent stated tttat the cvstomer became 
inc.onvenience and iel hirn know his ,:onC'-e'T' s would be exl;emt11y upset. Then the agent proceeded by rediallng al'ld 
passed •Y to the appropr;ate oersM fa• follow LIP. The reached a TTY answering machine which was relayed, 
customer would lii<e a follow '1'' phono call (by however the custof'll'lf had disconnected the cal!. The agent 

I 
YOice)durl''l\1 nor:"lai business hours state<: that she did 110t argue wrlh the customer. The customer 

was contacted and notified tha1 the agel'\1 had been addressed 
on this issue. Possible resolutlons pertaining to ttls type of :::all 
wem dlseussed It was de1ermined that adding instructions to 
the customer note would be lhe best resolut1on. The customer 
stated that they wlti call into relay and add thrs nvte for fut1,.1re 

reference. 

5 06/211C9 A oustornar was lol<l by an agent, a~ we:l as three C6!21iC9 The ;;ustomer was spoken to and exp!a:ned that relay cannot 
supervisors thlll she cou;a nol .;et conferenct> cads. Th~ p:ocess ca!l~; that are from TV shows. The customer said the 
c;,~~Qrner sa1c ~~ neve" used tc be a Problem. Follow up :s call is a live speaker. More information was needed from the 
reqt.!$Sted . center manager. The center manager verified that this call was 

not a TV broadcast. All of the staff at this center 1s now aware 
tr.a: t-ey will process conference calls as usuaL The CU$tomer 

was Informed, and thanKfuL 

I 

' 
6 061.<2i09 A customer state::! that they are not being billed correct·y C9/01i09 Three voice mes-sages have been left for the cuslomer, but the 

through the JU;nols Relay ser.,"ce. Th1 ~,ustomer has an customer Ms not returned any calls. 
unlimited call!ng pl3il with AT! for Long Distance, with a 
Gpeciftc code, but this ccxie is net available to choose ..v.th 
our syste!"l. A~;;.iogtzed tor the orcbler.1 and assured that 
a trouble ticKet -t<~ould ne sent in. 
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' :' f'" •> :.:· 
\ '( 1 Y ->.J~t{HlJi~f 1 0!.-\.">(s :•"<t \•~;:·\~ ;3.t.,'.~' ... n•ie;', ~t: ',)1< itt[~f· 

-' /',:> 1 ,:",qi.l·-;~J k1~ Utl_ •lW•'s'l'J~/j(l ',;-:,:~ . • _:;;,:; ·::~1~: •'.-..,_; 
.tJft-·r ~~··· ',h:>'; #,, i~.'(-8"""'1•- .~','/ ( ;)<. :IGtlf!td. ~'<.:' f11 . .;"/~ :;r: 

y·:.s :~-:·.;o;,.;,;-;: 

I ,J/:G:::J8 

I 
Thf' Team ll'ladi;i>r met w••h tt•e a~!"r:t and tr·e agent po1nte" o:.:t 
thi~ sbo wa.:; '"'lt'•' ~>ert? .31th~ t m€' nf rhe C.?.il. r ~8 i ~arr-1 Lttsd~· 

'-'Cdli($<-.:.1 tf;':; \~~tU• !fe Jf{.til,..t VlE h~:-- tlm~ ;he-e~. ! 

11 

12 

1:::! !Q!:~Y t-. -::;.ltit<:::;:;;;:~-:;~;r;u;~~; :":t:'~':..~'-1=. ~:o:"':"".r-,,,..""'i~;;-~;-~·~~3~,(;~--~~~r-"'H .. ~ "':5: .. ;p.,\3•,"'v"'•s'"Of .... s,_"'··v~l.:~·e-·N~ii'":1":'b""o~tt""1 ~ag""e""n..,l"'s~in""v-.o"'l~ .. ,c .. la';". :-;;.,"'·.""n'"e"'$":,:"'u::..'"•r.,.i:;~,..,"".,--l 
rea~or•, and ILfli ;he ;J·)Unl w•~<J-::' ··ol ;Jh~, 'h<:' nun0(,r ;JHey !:nit neither couit. reme,nbw the calL One agent remP.mbered::; 
ws:'ltB7 ·o J;~: A f0'1n';,. up :\'a:, rf::,W<''''"<l cal where there was a 'ot o' gmbllr.g W:'l<'l'l trt< ~sk:n.er 1rie<l to 

type t"le number \'J call, :cut the ager.t wa~n't sure ;f this is the 
sr<!rn'·l :;1;\;alic~ t:ve" 'hc.:gh :hC' agents d1d 'iot remember th:s 

·~a!:. ttHey wl:lr" both coached on tr.e importance of no! 
distX:'nne;cthg calls. The agen\5 <Nere also adv1sed about tlw 

consequences of chng so. The supervisor !ned to contact the 
r.:us:o:ner lor folbw up, and the phone was ans'.Yered by a voice 

caller w;,o said they dtd not know anyone by tM customer's 
nafl'le >lnd :t wat• a wro"Q nurrber 

07/07109 A custome<' S\?1)':· ·hl1! 1M rtla~· '>ySt0'1" &nil Spnnt 'S 

terrible The custc-rne1 s;:;y~ that they thf;'•r mot<er 1<. l 

VCO USP.r, ami :!"!<Jy dn not want he< to gc through any 
f!"ore prol:>lern5 wi;h the t;;rbocode. 7hey ''<Mil bile~ 
havmg prooler~s disal:l<~ng tl-.fl :urbocode, <:>ven wher tfte 
agent d:sacles ir Dur:r'Q tllt:> nost recent ~xpenen.:e. the 
VCO •lm~ <::Ut r;,J; whe•1 the o(;:>n'. nisabled lorbpc,~,d<. ,qn;J 
the VCO lin~; wou.o net ::.pe~, Apologi.md for lh0 sitlmtion 
!l'«i dS~ur~:ed s 10 low '-~P call wouw be given iu ti1e 
cu~torr er 

Oi!00iC9 Callen the cufitomer 3 times and there was r'IQ an::v~r. 

07/0910'-l 

07l12iC$ 

!1 custMwr sayn ihe agent rung up fer"') rA::>scn, end :re 07i07.'09 
agent would not alai the '1UI':l.:Jcr the :>uFton·er v:!;lnted. 
The cu£t:1r:w· requested a :;/low up. 

A customer s\ated !'1a1 pwple are unable to call ~er 08/28/09 
thrf.n;gh tM relay s<:rvice. Th's proble'Tl i~ onycirg, and 
&"le has turner. in ~:;evera! t·orn;::!alllts nn it t>efNP. 
1\pologi:::ec ;cr l"e prc::-le>r <.nd a~,;urcd ll1at tf'!e trouUP 
ticket wo•;ia be se1~t in ag.~•~ as Slated. fcilow up was 
reqL•e~md 

A custc•mur Sili<J mat the agent "keep$ nangir;g up ;m me" 07120109 
on rnul:iple ctalls. Ap!:i,\lgized to c.•s:t.f'l'e• for wnno·;.it'n 
probiAMS and said a s:,per·mor wol:ld soeal.. to :hB agert 
Follow up was r,::ue~te.i 

Illinois TRS Certification Renewal October 2012 

The custof"'ler was called, and th& petsoi'• wh::l cms<Nered sai::l 
t'lere was no cn0 therE: by the name reauested. 

Techmcians made many test calls tc this customt>r and figured 
out that when her TTY answers, the ASCII picks u;>. The 

customer was •nfcrmed that she needs to change tre options on 
the TTY ~o it would not answer in ASCII for incoming ca!ls She 

thanked us aPd will have somoone do thls for her. 

Tht> agent sad tha1 they had experienced quite a few calls that 
day that cyc•e<:l from the rfY hne to the Voice line because the 

system was">'t detecting tones, She wert! through the proper 
disconnect procedures each time this happened The agent 

was coached on contacllr.g a supe;v1scr if she's experiencing a 
large number of calis with this eJ(p&rience, Sne was also 

reminded of the conseq~.>ences of dlscotmectlng calls. Contact 
to the customer for fellow up was attempted three separate 

times, but each time reached a busy signal Another attempt to 
contact the c:Jstomerwas made later, but there w<os no ar'lswer 

or answering maohtne. 
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lii/ '3i!J9 fA cuo:tome: ~•harNi f~dbaci\ reg<'lrdl!'lG ,,,, r,ar-1101'1$ 111 a :::ali 
JHC'! :·~c r.tg~'lr q;;mhar and :,pew~nc <.:8!: dwH ~s --e :;;"'.~/~i~~d A 
(':+.~stofi~er ~t.·~y~ct E.e:l'·es-:~r.m~iVP. ar·(;bg;~t::d ~Q" tnt~ ~:'!'~lt1t~·~~ 

ant: th:.;r~::.d he t:·.uk~mf'; 'vr the !<;edt.ack. h11 ;tr(l• 
ir"·estiqG'ion 'C't.f1d f1 trt>t'Oie tickeo Of· lhf.! r.:all sl1cwlng lt'ld~ 1"<' 

Jgen{ h~a no a;;dJo nn the:" ~nc fer tl~e first pe'n r;;f t;-.~~ c~\1 

O:K .. C 1hC ~lJt-lt1 ret·Yn€:d cupttJ:nt Wf:J'e preserL 

~~-+~~~~~~·~~~~~~~~~···~----~~~~~~~~~~~~~~~~~~~~~~~~~ ·: t- 07:'17/0~ , ?~f'l!'le<JI G~·,<?·o; -· 'J" , ,'\i':J ThH Cer Te! Servl<>.: re(;t\rcJI,·g that f>rOrnpts the- callt:>" !:; e11:N 

; 5 I:J7;"9109 1\ custcrner sa1::! :h3t tll!!Y 'h-ere h.Jrq t11; on by !h6? ag11nt C 
after about1D m:nutes. Apciogizmi a•c jl.aled cut fo1 the 
·u:>tcme to ccrrr'elf' :,.,r cc1.' Cu.,:cn:m does nm w:mt o 
follow.1p. 

15 07.';-'3hj9 An l·hr:o•~ VCO Ct,Stome-r w?:!s :;~able to make sor·1e ;rmg 07i23109 
dista"lc<" calfs JSing {11. ~\ -~co-d•.rg said "Your <IC';ess to 
ttl'R !r '" ·•n: m,thf.'n7t'd •· A~·:Jicgi:ed. enrt von'·e-::i t~m the 
systsn· r:arru:~r tr.fr.Htnd110fl vva~) tcr·et.A, A trauo;e ~~ket 
was ~Ptered. aod i~ was suggested that the C:.J!>XflTo:- a?so 
corotaC: U;e ·ocal e>.d1CJI\Je carrier 'o· lfC'lJble s:·,;:;viing 
The cust:Jme· :-enuested a~ email lo!luw up. 

the nomber :hey wont lo dial was terrporar:ly ovt of Nder th'JS 
lt1e cc.l!er di<:l not koow wl'lt:i" to enter rhe nun-ber :hey were 

calhng. A C\lStorner SefVICO Representa:~ve adv•&ed the 
::usbmet t;:, o:-ter the tr..rmoer they '"1shed to call after a 5 
second o<>use. Technicai support then reset the equiprne~t 

re>olvl:-g the rssue completely 

J& n<' ege•ll by tt·at lD number working at this particular 
center. Ti"oeJelore we are .. mabie to do follow u~ wHh age:1t, 

therefore closing the hc>;e;, 

Technicians made several test calls to the custof"!er and all 
went through fine. The customer was sent an email letting her 
k:'low that Mr phone was work1ng fine and to send an email if 

she hac other Quest;om;. 

07f30i09 T~e cus~orner was sent information e.:plmning the dii'feren;;e 

18 07i30i09 A customer said they cannot complete call through Re'ay 
a"ld ·;ontln~J8 ~o get a busy signa. Apolcg::red for t:1>0 
problem and of,Jene:l a t'ou!Jie !ickel. Follow· up Wit~ the 
customer is req·c.ired for problem resolution. 

19 08i<.:4/09 Oi~connec:!Reconnec~ d Jring cal is 

20 0'812 Hl9 AtfY ~usto'TI~r was UMble to c~Jt a certain nvmbe1 via 
relay Apo!Gg,zod snd iS~ua:'! « l"ouble t1cket Fr.llow up 
was !'Ot requested. 

betw<?e~?. CapTe! and a traditional phone. The informatJon that 
was ~ent explamed '"'hY disco'1r.ectlrooonneot m'£<ht he 

occumng and zm emaq was sent that •ncluded tip:; vn how :o 
ted wee th;s occurrence. 

07;30109 Technician made :est C<3ns w;th the ~.ustomer and was able to 
make and recetve calls. Customer was truly appreciative for this 

resolufon. 

08121/09 The customer was sent i!'lforrnation explarmng the difference 

08/21!09 

betweer a Caplet and a traditional phone. The information that 
was sent explained why disconnect/reconnect might be 

occurring and an email was sent that included tips on how to 
reduce this occurrence. The customer noted that aU was 
wcrr.·ng fine, and they did not neec any more follow up. 

Custorner did not request follow up. 

21 09JC1/09 A custoMer sa•a that they could net conn-ed to a ntlmbe~ 09/01!09 
for n do~:or's oh:cc after attempting for two hOurs, and 

Customer did not request tol~ow up. 

confnuously reaching <~ :,t..sy sign,; I They ptevlded agent 
!D ,-,umbers of the calls so a !rouble ticket could be 
en:~-od AJ;Jo!ogizod lor the incOflvemence and told her a 
1touble tioket wou'd be entered. No fol:ow up was 
~quested. 
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~ :~: :>.tY· r.>~.z ~/ d~ · . t" h n ~.-;": plnn ·, u,~ •r ".i~.t·~ · t:·(· (-.,il. 1U-~0/f:£\ h -:v~HOr:le·r r~p;>-;.?rl tr,z: \-3:0~~r)nt~ sr~);_1p0G ffll\1\t~~lY thrcugn :P, 

~at 1nveslg<lt'jrj de~~rrr·ined :.ec:¥nlc.-,: d:fficu!t1~A 2t H~~ <:t~tnC".:. 
wnrkstAtfon re·:>d~P.tj ln t~1~ lti~~~ ~:c;~f',-fflt~iCr•. s~~~~~~q.rer.~ Ga1

: 

llt:'Zrt''}A~ U;- -;r.e- CV3l:.1IT,€.! ·v~--t di"C.Lgh SJCCtrs5f~th', 

'.'3 ~rx;,e\;i~8 fl. ~.t'r:. !CO Cll:t::F;t;-:~r f1CJstP0 ~ -~;{,)·_..::;~- -{fl_e._ ·hf.J: C:':a;ple C :;h;ys, '0'~5i:Jii A. :~~hc:-r..:ctn fr~~~ t~ +s pro;;;l~m. C"',t;! <t 'JOit..:e rr 
V"/ht.{); .~Aac..:bg a CF-!l s$Jl.1~ ,h,TI ?5. i;v,:l; C(:1f;~r G{ ch;;:'~.t:.. th~ c:..~stom~; ir{tYrnmg 1e~ t!1~~1 :~e pro;):3f'l \:Jas fix0d Bn'! f.; 

l:'e~ were havi!>J rlifk:; t.e~ ·;l'ti'; the c;1li gc·:'g ·J1-oq'1 ~;aH \V1!l1 ElfiV othJv'H'' ~uasil~;~$, 
ATY, E:.ar..:h ~JY1'l8 :.he); f.:<0~dcnc~d t:..m :hf" custotrO!' had it) 
spend '~ 0 t..:: ~ ~; m;•"!Jt~}'~ ~)!: J 1 r:. is~ut: w:::- :,t1~1 ;zg0rhi d"t{! 

f.! $:.;pe-tvlfi~! w~s ev~nl~lt:-' :-- t>?.f;lt.a:·s:e~j m ·:--rr;cr ~s ot.rs1 the 
call :r.rc; !'he c:u(•:crnor wis.1~~ to be P.lbi<l ~c pr.:.vtde ·.he 
nuwbet tc t1t~F~ ~nd orry .. ·eert v.:ttt< using A7l as !heir !eng 
disli:mce •:a· <er n1 •;'t'·Oit~c W·1heu~ tht:< i1~1S? e. /wobg·~3d 
,>J ~i'e •ustomH a11d ?osured u·.g~ ll•t£ is,t;e wii: he 
fOf'\'I'HfOBd to spw,t tPrhnict;..ns forti tes0U·on. "il':i; 
custome .. wished ftY s fc.~L"'lW up ty UH~ -;.le;~~ ;;c;r:ount 

manager. 

24 101/6/08 A~sweriime 10i26/09 A cJstomer reponed difficulty ma~~:ing a captioned can. 
Investigation found that a mtnor ~echnic<il interruptiOn corr.bined 

wi!h high cail volume caused a longer waiting time fur 
c.onnection to an agent A C:.~smmer Service Representative 

e.xplaineo this ~1tuat1on to lhe customer and advised that they 
waita little longerforthe agentto cor:necl. The cusromer 

c,'Onfirmed that the call walt time went back lo normaL Semce 
levels were met trroughcut this period. 

2~ 17/11!09 0 c-.\s:c·;~-:.~~s da..:~lher rnport!) havin~ ,Jngcmg 1:<.!14.'09 It w'lls fcund that the customer 'leeds to document the date, 
.ling probiems wW1 !ihnois Relay lor ye;;n; ThEi agent'• ID and time of the call for the technicians 10 research i\. 
lamer sdvised tho~ the problem rs not wtttl he~ The cuslcrr.er was asked to do this gomg for.v;ard 

I 
tprnt!'IL hut Mth the Reigy servtce and w1shes that the 

p.-c:;iem btl r1'J~·Oived Ofi(;C ,1no frlc aiL ;vro:ycm ·.;pry~od 
b' ~ustor.1er':; daugi'ter. Tho daughte' and cus:o~ner were 
advised that a trouble tic~et would be eotemd. The 
l'lustomer requP.~;tq a fellow 'JI: as soon as pos&ible. 

26 12/1$100 A customer sa1d thr.t !h(' agent didn't WEi! for the T f Y 12/17109 1 h& agent was coached on !YO per IJroccdure for this aspect of 
answering machine greeting ~o f'nish se:'lc:1r:g befOi<) cad process ng, 
leaving lhe votce pers<.Jr's message. Thts C"o;~usad trte 
'"' ce message lo be garbtec. tl.pologtzed af'd ~old the 
cust')ner this 1nformat1on would be sent :o tl1e gppropriste 
persor for 'o;iow up '"ith the agent. Customer drc not 
reques1 a follow up. 

27 12/31i09 A customer said that \hey rc:;,questcd no recording in ti"eir 01/04/10 The agent sate that they typed the recording to let the customer 
notes, however the agent typeo out the 'ecording. know the offiCP. w~s closed The agen! was coached Of' f<>llowlrg 
Apolog!;-ed antl toid the ~ustomer &los inforMation woJid customer instructions. 
be forwarded to rhe G>•PlO!Yialc p<!'SQn, 

26 01111;10 An lllmots VCO Customer has be>Jn unable to place relay 011111'0 A techr.tcH!!n fixed the problem and calls are now worktng. 
ails. Apologized lry the problem a1d opened a tr~ub:& 
ic~et. follow up wa~ rec;ulrecllo assure ;lfoblerr 
esc!..Jtl0n. 

29 02!C1i10 A customer stated t!1Rt !he age-n: did not process the·r cad 02!D1/10 The agent was coached in the importance of following the 
:annc•ur.cement :nociflcation according to the customer's customer notes and instruc:tions provided. Agent apologiuc. 
note a:~d instructions. Apolog1zad forthe :nconvenlence 
this may nave c~usec No fo!•ow up was r:ecessary. 

30 02/09'10 D1al Tone • Not heard 02109!10 A customer reported that there was no dial tone 0"1 their Cap Tel 
phone. A Customer Sei"Vlce Representative advised the 

customer to perform a phystcal reset ofihe Gap Tel prone wht~Ch 
resolved the custorr<er's expe·H:ln:::e. 
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W'-'::·:-:'''- rc,_,;, ,,,;;,~y ,-,< :·--o:;; '"'' """"" ;;-j '}2 ).;,'~( 1· 'Z~l,;~tG:11~r SnP.i~C iee<Jb3ck r3g.ard!f'\} tht;:. a~c:Jrar-y (j "" .. nyt1:.;f·~ 

·.\l ::i f:'t·,•, 'c•\"l: S.Pt~~t:1t c~H <;o1;: A. r:.usb ... wnor Sr!;··.r ~~c.' , j 
'...:it:jJP.J':;(Ht:dittJf~ ;~~(',IP,?IZ'flG f:if ~h~ ·!1t; (l~t)~ 0•'fti l.h;t;1kt?d tN.!. 

C\Jf:~t');net ;n,· the feu::!C\.H.:k .. ;·h? ~;~111 dat:::lls wens ·:herf·d r'-f!~i·l 

C>ll ":eYlter Mo:,Oigement br 7clluw up -Hil:-- t;>e: ag~-"t t;y ~M 
supetvbcr .. 

-~ 32 I"'·,.,, ou O:a1 -: orl/' ··Not r>0.:\i'd i 03:10/tC A cus~:cer rcpcrlud no dial tcl'E> A Custorr,er Service 
• f-\~;.;~t~ntentaUve wi·lsed tho c.,.~stt;mer tv per·o·n, :J phys.v:a! 

r~:set t'f tile CaoTei ph~ne whicr resc vnd the c.:stcmer's 
e)<f'erienoe. 

I 

.'i:1 O:'l"'-~f·r, ~)i:~ \/o1ce- G-1 
.. l:;;,L)P"·e! ?.'!AJS ~he ..awar:i WOlt:D ""'~t ~.~.rn '!-~'. -,, ; }ent WiJS coaCMCi on using a oolite helpful ro•e at ail 

e vnL,ne v;htr. lt ·.-4•2.~ --£-r:;coett~:j, <:1>"~<:: f"LJ•"nble~i times. The agerrt ctm!i•med tha: they know how to actjui.>l the 
ad cf spe0Hng ::;leary -!--iB r;;...tstc:·11~f al::-c snt~ th~ volwne so that tile c¥sto1t1er can hear her The customer was 
: woc.J! lt'lierrupt ~~· 1J>th, 'One 'T\Ot'1er>L he'.~ tyning ., g••ten e call tack ~o let her know !hal a superv1sor had followed 

' i he cusloner ;,ays ~:";:; tJv qot ce ic<vf' !hal l(J be t~<Je up with the agent. 
Apck>!J~"et' fvr l!1cor:ve·)len\.'!t:. Fcnlovv~! ·p w~.f> n:-<~U$-f..!ed 

:l4 0.3!1'il10 A customE'· <:;€~-<::! lha: the ~-oen~:or t;;11lad to relay a phc-;e 0311~-./1() T.'l~ agent said lhey romember the call welL The agent said that 
number lt<r!t was rilq .. es•ed v1a Dlreclory ,<~..s•::s«H:ce. Thtr 1M <:,Jst.orrer had catted Directory Assis~anoe lookli1g for a 
custom~r #SS ~rymg ;o ge: their dau;;hte·'s pt1o.1e numbl'r number, tx1t there was no listing. The agent typed this to the 
1n St. Louis, MO. znd says hal th~y know :r.e Directory ct.1ston u::r, but the customer dld not believe lhls inf:mnatton and 
Ass!Sl<~~ce Operata: gave lhe '<umher, but t.>:•1 relsy was :ransferred to a superv,eor. The supervisor also looked for 
opemtcr d1d nc( type .L ApolvQiled to '.)\{I vus:cme.r 11rd tnis listin!J and die not find it. The agilnt was coached or ca!hng 

I ass.;rn<l her thlti. will br., forw<~rded lo lhe ilPP'G;Jflalo a supervisor :o· assistance and guidance, when necessary. 
person fo1· rdsolut~on. T,..~~ c:...-sr:;n~r wes sat!sf.ed 3:"!::! 

I dl'O·tnec \he offer fo: B follow ~P catL 

' 2.0 C4t02/~:J Ac1 llirno•s Speech ro SprHch custo:r>e~ 1~ Ulat-le tu 04/GL/10 The ous,wnnr was cnl!r.c and infOfmed that his iotJg distance 
com;:>iete a lo·'IG dlsta.nce- call ;._ M•chigar: through tho carrie' Is l:sted and h.J can bit! all of hb;long distance calls to 
ralay service. Apologi7ed for the mccnvenienc"' T'1e AT&T. 
customer's catabasa iJ'l}fil!'l was r"'1!'!Cked, and no rease'l 
for res!nct•o:-. was tound. A vcuble t•~>--et •Nas 'ss.Jed, :and 
follow up was reqc.ested. 

36 tW10i1C An inboun::l T l Y Call;,r srated :h<'lt the .agen, cil:l nol ttltlit 04110110 The agenr was coached on focusing tor every call ne processes 
\' cc.stomer notes about wsing Veri:ron as i'"-e len:~ drstam,e and rnakm;) sure he follows aU customer notes or fnstluctions. A 

carrier, as tni'lt is who they 9re reg s:()r{Jo w;ltt 7 he agrwt follow up call was made to thEe contact person. They sa•d \hey 
p..tt the cali thn:;ugh Sprin: The Spr\nt bng :ilstanc;; didn't know the TTY user had given them as a follow up contact 
recording carr-e on so the custome1 hung ue>, Apobgizer:l but sai:i they would be sure to iet the TTY user know the follow 
to Customer Assured them that the complaint would be up was completed the next tlrre they tali<.. 
passec on to supervisor. The ~ustome- requested follow 
uo to a voicl:l contact ihac w!lls lisled. 

I 

31 04i21f1C A Speech to Speecl' customer says ~hal the ag&nt would 04/21} ... 0 The Team leader spoke with the customer at the time of the 

' 
nt tum t>,e >'D:umc Lp. T:'e custoMer Peli<'lves that the caa, and observed that the agent t:ad tun-:ed the volume up as 

's "r1essmg wi!h 'flY rread because ~he lalk.<~ !ow high as possible. The Team Leader says the agent was very 
S\l!}erYIS(,;rs are o:)t around." Tr.e C'JStofTler say?. that loud when she was asking him to hold for the supervlsar. The 

th.r:; a,.-en! :s the only one they can1ol hear. 1 he cus!or:1er Team Leader had the agent move the microphone closer to her 
e. wrlttr~:> letter of the complair:t and the mouth. She compiled, but the customer still complained The 

!ion mailed to hur: as soon as possible. Following agent followed instructions and procedures After the customer 
this complaint to the supervisor, the ousto:cer had this said he could not hear the agent, he allowed her to make 
sarne agent prcces..-; h1s cat! with a supervtsor pres!Jnt another call, and she did so The agent did ht>lr best to follow "'is 

"~c;uests. The Tearr Leader sent a letter In the mail explaining 
trat the customer should alert a supervisor about any volume 

issues so a troub1e ticket can be made to invest1gate the 
problern. 
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Exhibit I ix 
;~~.-<;'i"',~" '·'li"'~·.,w~~ ... e ,,'<'••'"""~~""'=""""""""'""''-~'•,."'*•~~N~••--~~·~"'!""'",_~':""":""-"""':"'"~'!"'!'!"""--:-""'~-...... 
. '" • '"''.,Min,, ""'•c<~··r·"' .,,e>'"'~"" •u: \l<'i28''10 A <::;J'>W:''~'r's help'.'!" 'eported th0: thtly rece•ved r.o :laction~ ;>n 

flf~ tVlS:\'\'t~rinq :r·atitn~ f.:~!!, A C.;~~.t:ne:- ~;~.r\<·k~? R~t·tt::~.._;,er:~t1~;ve 

<IJl>liL•:)I::cd fm tbs lr·:,io:J'::lnl and expl~:r:"ld ''' th,~ ::u~.J<•r"er that 
:!\& AQl?f1. ~;.(t6 'ust 31Jd!o ·:m !Je· ~0~ a(jd ~:l./_;c not 11sa.-- t:v~ 

~n~WP.rtflg mz.ch no rrtesrHgges . 

._~~~.s~•(F14-,!~~~5-~.,~c**•D~.~::~~1~T·,.,·,.o~.~.~,h~.~.~~~~0~?~r~~.~~~~~~~~~~~--~-t~c~':~w~~28~!~~0f-A~c~u~st~"·r~1e~.r~'s·~~a~P~.g~i~v-er~r·e·p~·o~r:·e~d~lh~a~t~t·c~<lc·w·,~n·g·~·p•.n~"l•ve~··o~u-.t~a·g~e-l 

40 05!0<~~.'1 ;j A custutrrt~r sa.:: :~at rll,~ <"Qent dk:l nm SllE'f· fy C:i"n·~er 
whe·. leav·ng a rnessage Apdlngr7ecl fer the 
Jn-.::.or.\1enier';c<.. '(l->e Cll~~omt:.t r£Q~ .. estf<r ?. fcllc-v\ t~;;, 

1 !he .::..;stcrrer s phone; had '10 a is.• tcne. A C•Jstorne• Sl;1rvil:~ 
RBore-;entmive advised the <'><l"€9Ver to perfcrm a p~,y&ic'-ll 

"ASet of the ur·one. i'r:.:: eustomer ccr;f1rmec' thr~ r.,solved !heir 
CXP<ii~IE'i1%. 

':lc/051 1 0 The agr,'1t wa~ coach !Ia on being sure to specify gender at the 
end of <I"Y answe:ing machine or recording if the)' have typed a 

message, A fellow up cafl :.:vrrpleted. 

~~~~~~--~--~~,--------------~~~~~~~~~~~~~~~~~~ 4< 051 11,·1 t.. Dial7one · Nc·t heard 05!1 if~ 0 A \-ustilmerreferenced a lack of dial tone on their Cap fel 200. 

43 Oi'JI20i10 

44 OS/2t:!10 A cvs<Of"ler says tral the aged would not ;espond whe:'l 
asked a CUP.5h01 Apolog?ed for >n0onver. ence and l~t 
the cvstomer ,;now that :r.a informalio" woc.l!J :>e 
forw<<n:letllo \tie fJpproona1e ['e~·son, Customer would li,\c 
both e fol•ow up 'dt.;r an.:: a can 

A c·.~stomer Service Represer:t~tive advised an e ectronic reset 
of the phoile This resolved ·he problem, 

(J5i12:1 0 A customl'r reported no d.al tone on theJr CapT e. phone. A 
Customer ServrrR. Representative advised a physical resel at 

the phone It was confirmed that this solved the p•oblem. 

%•?0/1 0 A cc.~stcrner reporled !hat the cao!ions stepped ia the middle t.,f Cl 

call A Customer Service Representative found that the 
Comrr.unication Ass:stant's supervisor ha:l d:::;t:or>nf'cted this 

tl!AII due to autl1o difficulties. The customer is safisf!ed with thiS 
information. 

05.'Z5/l0 'The agent stated that she had experienced techcllcal difficulty i11 
setting this calf and requestE:td assistance of £1 supetvisor at the 
time The agent explamed that there were trmes when the agent 

could not hear Ule VCO custof1'er. The assisung supervt'$or 
con•,uned the agent's expl<matton. A follow r;p r;ohoM cafl with 

the customer was conducted. and the custo'Tier was thankful ~or 
the fol!ow up anct stated that a follow up le(ter is not needed. 
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IUi.no:l..s T~leeonununicatiotu~ Access Cm:poratin11 
300: Mont1•al;: Drive • SuiteD • ::l,p":ing,fiehl, illT!c•h 62'7(•~· 

800-841-6167 V/1TY • 2:7-698 .. 4:70 V ttTY . 
FA."{·. '.<:17 ·698-0942 'www.itnt·tly.Or(! 

June 27,201: 

Marlene H. Dortch. 
Office of the Secretary 
Federal Communications Commission 
W ashlngton, DC 20554 

Via Electronic Mail 

Dear Secretary: 

RE: CG Dacket 03~1H23 

As directed in the above-mentioned Docket, please fmd the following enclosed document~ 

• The State ofllHnois' Sprint TRS and CapTel Annual CQlnptaint Logs, which inciude the 
number of complaints received for the period June f, 2010 through May 31, 201l .. that 
allege a violation ofth.e federal TRS mandatory minimum standards, the date ofthc 
complaint, the nature of the complaint, the date of its resolution and an explanation of 
the resolution. 

The staff lia:ison of the 11 tinois Commer-.--e Commissron. the regulatory agency of the State of 
Illinois for the IT AC TRS Progrrun, reported no standard TRS or Cap Tel complamts elevmed to 
that agency during this reporting ~riod . 

,..,, . ,.. 1. t•.· 

- ~ 

m 
X 
;:r 
a' ;::;: 

x· 



:r 
0 
(ij" 

-! 
::0 
UJ June 27, 2011 
fi Page2 of2 
§i Marlene H. Dortc!-4 
() 

~ Office of the Secremry 
g· Federal Commun.icatious C0mmission 

$' 
~ Via El~9!I9nic Mail (Em~J) 
~ 
0 
& 
g RE: CG Docket 03-0123 
~ 

N 
0 ...... 
N 

N 
(]1 

cc: Emma Danielson, Illinois Account Manager, Sprint Relay (via Email) 
Mary Watters, Illinois Commerce Commission,lTACflTAP Liaison (via Emaii) 
Mark Stone, Deputy Bureau Chief~ Federal Communicutions Commission (via Email} 

Enclosures: Annual Illinois TRS Complaint U:>g, which includes Cap Tel Complaints for samt.~ 
reporting peri•.)d (June 1, 2010 throttgh May 31, 2m 1 ). 
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C ocfirroation Page 

Your submission has been accepted 

, []fFs Filiny Receipt- Confirmati<?n numb~;-201i6272~654Cj 
; : {f!:ooeedlnQ 1--· · · -- ·· · · . 

Name Subject 

0:1-12~\ 

TeiecomrniJniwtiap Relay Sorvicvs and , 
Speech·tcrSpeech S~?rv;ces !or 
Individuals wi!h Hea~ing and SpelilCh 
Dissbilrties. J· 

:. rcfln-tactlnfo} .... . , 
1 ; ----Name of filer: Patty Kress : · 
; Email Adlirhs: pabreo@aor.com 
' ... , ' ~ ...... ' ~ .... "" ... ~ ...... ' ... '¥'"-~" '"'""'v ' • ' v '¥ • ' ~ ' < 

:l·[lddrMs} ··· ·--·-- --·· ---- · ·· ··-·-- -- ·- ........ _.: 
· Address Un• 'f: llHnois Telecommunications Accesl:'l Corp ·, 

Address Line 2: 3001 Montvale Drive, Sie. D ·' 
City: Sp(mgfield 

, State; !UJNO!S 
; : lip: 62104 : ' 
' •• " ···---· ... - '< ••• '---------- """··· ---- "------" " '"' '" • < l 
: :[ £?.etans I····------.. ·---- ....... ---·--- · -- ·----- - .. i 
' ; Type of Flllng: OTHER 

; ~-:·---·-----~~-N-~~!: •• ?3--1_23 ! , 
i :; ~--1 Doeument(sJ 1· ... ··-· 

!File Name Custom Description 
. AnnuaHRS Cap Tel 
; Complaint Log for fUinois 
1 flnalfcctrscomplaintlogZO 1 02011.pdf for c:orrroptaints re<.eived 
! between June 1, 2010 and 
; May 31,2011 
!.,,.....,. ...... ,. ........... ._ ..... ,... _..._,__.. -~ "' y ""'"''"'<" d 'Y.." --'' ' A',,.,..,....,, ..... , ,Y ........ ,, 

Size .j 

875 
KB 

,. 
·{ otsemmer t-- · --- ·---- ·--- -- · ---- · --- ·--· ... . 

!This confirmation verifies that ECFS has received and : i 
i !accepted your filing. However, your filing will be rejected , : 
~iby ECFS !fit contains macros1 passwords, redlinlng, read- : 
; ;only formatting, a virus, or automated !inks to other I 
~!documents. ; 
; Filings are generally processed and made available for 
!onlfne vieWing within one business day of receipt. You ; 
jmay use the fink below to check on the status of yoar 
~fiUng: 
!b.tl.P~if.Q.a-~~~~;::rii'1J.V1~J1i1.::;:2rtrl?!IC2 
: mqfirm<lif&v" 2_:~}; 4/14 ;··t.-J§.54t:' 

} ~ 
>' 
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Your submission has been accepted 

-~$ FU!ng Receipt- cmiflrmatlc:n numbttr: 2012647~3591 j .... · ·. 

;! Proceedlng ;··--·---·- ----- ------~- -"- - ·-------

Nam& Subject 

03-12~ 

ieil'lcommurw:ahcn Rr:l':y Ser.lices and 
Speec:-.-to-Spf~P.Ch Serv:(',eg fot 
:miividua~e with Heati'1q and SpeP.cfl 
i)isabi!tties. 

_,_._,_,,,.,,_, _____ ,,. ~"'""-'Y'Y A----,-·------··-~·' 

j Contact Info 1-- - ·- - -· -- · 
Name of FHer: Patricia Kress 

,, 

Email Address: pabren@aol ccm 
~ :f!\dd~;ss]::. ···::·.--·.-:-:.: ·-:-.·::--:----:~:-:-:--·:-::_~:.._- ~- .::: ____ ·-· ·:·; 1 

·' Address Line 1: llbnois Teiecommw;:cations .t..ccess ,. 
Ccrporatlon 

AddrTtM Line 2: 3001 Montvale Or·ve, Ste 0 
City~ Spnngfteld 

, 1 State: !LUNOIS 
i 1 Zip: 6270A 

i ro;~ls ~--:=:::.:==~~=--==---~~ _·:~~-: ~-.. : :· .... --~:-. ~-;' 
l' ·: 
J ; Type of Filing: COMMENT ! 1 

! : File Number: 03-123 1 ' 
,. ----·-· ... ....... .. ....... --··-· ·--! 

l A Document($} 1------------ .. ----- · ·------------ · --- < n . ~ ~ 

; 1 Fil~ Name Custom De!SCtlption Siz~ ! , 
! ! ILCCOD2011~ llllnols Annual TRS I CC Cornpla?n! 62$ ; 
! ; 20 l2FlNALpk.pdf tog - Sprint Vendor KEi ·. 
! -~-....._.....,_._. __________ _.._,_,.....,,,_......_...,_._ .. -~-----' ld Ol$cfalm•r f---- -"-,_,_ ___________ ... ., " ·-, 
! iTh!s confirmation verifies that ECFS has rec-eived and l 
l
' 'accepted your filing. However, your filing wi!l be rejected 1 

, !by ECFS if It contains macros, passwords, redlining, read
l1on!y formattingJ a virus, or automated !inks to other 
; ~documents. · 
! Fl!ings are generally processed and made available for 
: 1online viewing within one business day of receipt. You may 
: i use the link below to check on the status of vour filing: 
i! http: //$!Q;?s,fcc.goyf~GfslQ2mmetrt:Le<mflrm? 
i l conflrmation:::o20126279Q3S91 
:!for any problems please contact i.ne Help Desk at 20?.-418 
' ~ 1'"\4 ~- "'l 
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Illinois Telecommunications Access Corporation 
300l Montvale Drive • Suite D • S"?Tingfield, llh:<c:;; f1·?7;";4 

BOO-i:lAl-611)7 Vt":TY • 2!7 09&-•H7!)V/ITY 
Ft. X· 2 17 -698-0'942' • www it:l.ctt;l Ng 

0 g ~-Jr:.~ 27, 20l2 
..... 
N 

~ Offce of the Secretary 

N co 

Feoeral Communications Co:::n1nission 
W :lShington, DC 20554 

Vi~ Eiectrgni9 Mail 

Dear Secretary: 

RE: CG Docket 03-123 

As directed in the above-mentioned Docket, please find the fol:ow:ng enclosed document: 

• The State of Illinois' Sprint TRS and CapTei Annual Compls!nt Log>, which include the 
number of complaints received for the period June 1, 2011 through May 31. 2012) that 
a:lege a violation of the federal TRS mandatory minimum standards~ the date of the 
Gomplaint, the nature of the complaint, the date of its resoL1:ion and an explanation of 
the resolution. 

The staff liaison of the lllinois Commerce Commission, the regulatory agency ofrje State of 
fl1inois for the ITAC TRS Program, reported no standard TRS •X CapT<:~ complaints elevated to 
th~t <;~omnf'v tlnnncr thi<: ~PnrH11na nPril'lfl -
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..::;¢ 27, 2Ql2 
:·2ge 2 of2 
(lffkc cft11e Secretary 
Federal Communications Commission 

~i j_a !ll9:(:tf9nk 1Yf_ail JE)IJ;t iJ ). 

!!?.. . 
?? RE: CG Doeket 03-123 
0 
C" 
CD ..... 
I\.) 
0 ..... 
I\.) 

..... ('>' 
\.v. Emma Danielson, lllin0is Accou;~t ~Iam:ger, Sprint Relay {v1a Email) 

Mary Watters1 Illinois Commerce Commission. iTAC/IT AP Liai:;;on (via Email) 

En(:losure:>: Annual Hlinoi~Z TRS CmnplaiJ?.t Log,. whict. ~nc1urles CapTel Complaints for same 
reporting period (June 1, 2011 through May ?>1, 2012). 
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lrtitloio; TeleccmuJ.tunicgtious Ace~$$ Corp:(]ratio:r• 
:'!(*~) j :Vl:.r-.t~~(>..~-(~ Ut"!Vt: ~ St:irr~ D • :3pr~~grl~Jci, Hi.innlff fi270i4 

:-YJU-0.-'J. l ·'!:· 16 7 V f"'TV • ?. 1.? -6q8-41 10 V ITT'! 
F,·\.~: 217·{)98-09-l::! • 'w'W\ii.il'1ctty.m:g 

June 26~ 2008 

Ms. Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 lth Street. SW, Rm. TW~B204 
\Vashington, DC 20554 

Dear Ms. Dortch: 

RE: CG Doeket 03-0123 

Exhibit I ix 

As diret.icd in lhe above-mentioned Docket, enclosed please find four copies oftbc following: 

• The State ofUhuoi:::' Sprint TRS and CapTel Annual Complaint Logs, which includes 
the number of complaints received for the period June 1, 2007 through May 31) 2008, 
that allege a violation of the feceral TRS mandatory minimum standards, the date of the 
complaint, the nature of the complaint, the date of its resolution and an explanation of 
the resolution. 

A CD (formatted in !BM compatible fom1at) of the Annual Complaint Log is also enclosed. 

In addition, !;taff of the Illinois Commerce Commission, regulatory agency of the State of Illinois 
fur the lTAC TRS Program~ reported two complaints that were elevated to that Agency during 
the same reportjng period. They are identified as complaint numbers 21 and 73 on the enclosed 
log. 

----··---.. ·-------------~--
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Exhibit I ix 

cc: Emma Danielson, Blbois Account Manager, Sprint Relay (without disk) 
Christy J>ound, Imnois Commerce Comn:risskm, iTAC/ITAP Liaison (via e1ectronic 
e-mail w/oul di:>k) 
Arlene l~1exandcr, Fedend Cmn1ht::nkations Commis&ion (via electronic e-mail w/out 
disk) 

Endosun::s: At::achmoDL .f..: 't: }'out Copies of Annual IHinois TRS Complaint Log which 
include~ CapTel Complc>.ints tbr same reporting period. 

1 --CD ofAtrrmsl TRS Comp1ai.nt Log for Illinois 
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H~i&)<;i'* T·l!~eonnnunication.a Aeceo Coo-purl'l.tl(ln 
~-~Of) 1 .i~~o;,~;walc ;Jrlv!:! ~ S~.-1ite D ~ Spt•i:rtgftel<t JUin"itt .e:;;Jn.tt 

15(lf;-f·i:i 5:67 ¥/TTY' 21Hl91H!?O V/TT'! 
"'·' • .&.: ::u·:·69S-OtJ4Q • www.it.a~ey .• wg 

June 27,2.011 

Marlene H. Dortch, 
Office of the Secretary 
Federal Commm:ricatiorur Corm:r.is~k'n 
Washington., DC 20554 

Dear Sec.retary: 

RE: CG Docket 03-012..1 

As directed in the above~ mentioned Dockt:t1 please find the following enclosed document: 

Exhibit I ix 

111 The Stare ofilH:r.wis· Sprirlt TRS and CapTcl i\rmual f',.omplaint Logs. which include the 
number of .:omplai:nts receiv~d for the period June 1, 2010 tbrou_gh May 31, 2011. that 
allege a violation of the 1Mera1 TRS mandatory mi:nitnum standards, the date of the 
oomplai.nt, tire nature of the complaint, the date of its resolution and an explanation of 
the resolution. 

The staff liaisou of ~he Dlinoif{ Commcl'ce Conm:~ission., the regulatory agency of the State of 
Uiioois far the ITAC TRS Program, reported nc standard TRS o.r Cap Tel ccmptainm elevated to 
that agency during this reporting period. 

Please contact me if you require any additional information. 

Sincerely, 

Patty :Kress, 
Assistant Directur 
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Page 2 ;;f2 
Ma:ri~ne- f)l _ _n tC:u, 
Oft'h~- of the Secretary 
Fed~ml ComrmJrdcation& 

cc: Emma Danielson. illinois .r\::x.:ount Manager, Sprint Relay (via Email) 
Maty Watters, JUioois f'..ommerce Commission, TTAC/ITAP Liaison (via Email) 
Mark Sterne, Deputy Bureau Chie(, Fedcrru Communications Commission (via Email) 

Endo~ures: Atumal !llino:~ TRS Cmnplrurrt J ,og, which includes CapTel Complaint<; for sante 
reporting pcriod (June l, 20 i.O through M_?,y 31, 20 ll ). 
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rr-1::t?f::~IiinfL~l:f?.~'PI·matior. ru.Jmj)er: "iii11iina6!4~3 

I; ... ;~~~~-.. ~~:~Ject--·· ·-··.- ... ------·l 
T~iecom'!llll'licatkm Relay Servir..a~; and 

ro.;23 Speech-to-Speech Services fo· 
lndlvid\tals witr Hearing and Speech 
Disab!l!oos. 

. ,... 
; rt.Contact Info !-·-----·· .. -·--"-----~·- -·---___, 
.1 ~1 Name of Fflar: Patty Kress I 

Email Address: pa.bran@a.?.,lzo.,.!!l_ . 

I, ~~~dress 1-· -~-· I 

! 
Address t.lna 1: Illinois Telecommunications Access Corp 
Address Line 2: 3001 Montvale Drive, Ste. D 

City~ Springfield 

I L ----~t=~ ~~i~~·-'s ____ --------1 

I 
r[Detalls )--
1 ~----r;p& of riling: OTHER 
: FH~ Number: 03-'!23 

:-P>ocument{Sfl-
) 

!File Name- C:wstom Oeserlptlon 
i Annual TRS Cap Tel 

Size 

l Complaint Log fur lllim:.is 

I 
fvlalf:::clrstcm:pla1oHog?01020'l 1.pdf tor C~Jmopiaints received 875 

between Jun& 1, 20i0 and KB 
' - May 51, 201i 

rl Disclalm!i}-----------· - ......... 1 

j This confirmation verifies that ECFS has received and 

l
act:epted your flUng. However, your filing will be rejected 
by ECFS If it contains macros, passwords, red!fning, read

i<mly formatting, a virus, or automated links to other 
documents. 
F!lil19S are generally processed and made available for 
online viewing within one business day of receipt. You 
may use the link below to ched< on the status of your 
flUng: 
bttp:Ufililllfoss.fc;:~.gov[~gsjg>mrnent/oonflr:m.Z 
g;>ofirmation==2011627236540 
For any problems please contact the Help Desk at 202-
418-0193. 
-----=~·======~==================d 
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Exhibit I ix 

y~~~~~·~~!*.»fi'AW!%'Rti'..._I-OP..,..;< ~-

~ 
~ !II 81!1" I ~ Ill@! I ~~ 

>Jlt<Ct f;·~.tt'.Jl\t \!~ \.Aja!f;lZI:h~i 

{.)mokt;n~ 

1 ,i)J(\${10 ---lA C<>stom'!lr i& c,omp\aln~ t.l81 rti'J1f <:liM i$ •t.~ar 061',1!10 Customer wn:.1~fa:J ral.ty a"<l e•pbini'C c~r.s had started up agam, cus.tom.:rr 
•\lJ!I"ac h·-,rr. rle·~ .. t r#-av lntorr'"te &I! c~dii'~ 119, e1.~ :;a.·s:;, !l~jt:~ !>rt"'idao son's numot<Jr. ~~gemrJJ lde~:!f!ad llmt tm cslls ~d be!Jn P:.,"Y.»>d 
ruc~Mng li Jt:t.:te (.,. 'it~t !$ j...:~d bec.au-r®. <'.Jt::, ~( t: .ttt' ... 'lttt'F' ;:. ~~jt\J?ml tH:mhor.f.. ;mn 1hrnugt: nr.y Spf.nt Re!ryy r:.rocruct w the ~on's mJmbet.1f1t!ufroo iflhe ¥><' h.\1$ 
stji geUlnt~ t~P. Call$, Cw;~)sllf!t •NW'l~~ f~! ;"!\>--'JP rcv~-r.dl:~~ th ~ i"..all!lr ID Info? Culltonwr :mid yes. but wl"en lf)ey called tile tltm n!Y.l1hi!~ t.'lat 

ap;wared en lhe ~ lD mlay sett~s answered. I explained that the1~ am 
rnor.t ~kill). lnteme! ro!ay aervltoo 'JnU U<at It is likely !hat !he perscn placing 

!I* .. h~tra-1l'lng •.vas calhng 1uuUQ.h !he:w smvle&$. I SU!JQffiitec! that the 
c~stonm1 call the rnJmb~-s again and reqtl!ll!t !o epeaJ< to a !;Upetv:sar. Also 

prw!Uorll! ·rat oi relsy cuw~r SMVX111 ll\ltr.bt're. 

... 06109{1\i fA Comrnunk:!ilfOfl !'.ssiflli!r'l: dlct r.c! milow \t'e GU-~tomat\1 fn~tn.;ct~ms to dill I 06/10:10 illSirucllons we:re notlt:lllowed. StK .attempts were made to contact tnr. "" and hung up. Cu$tom•• ret;ual\l~ lo!low up, Aj:!o¥..l(ltZSii and !l>tplafned (he customer aM no cusmar contact wes achteve;i. 
conc&m w!l be furw;,r<i.,:h' L"o; ~;aJI (;ooif.lf where !t:e l!gtm! ;s fnr.:aied, 

s Ol$1il:l/10 A Communlcallan ~~ hW'l\1 up 'ltl .-::.al!ar around 9:UO pm cT. The Qi.i/18/10 1 tte Communication Aslllstant was not cutTen!ly assogned 1(.! I'I'Olilltlai day. A 
cu!ttomer prows follow-up by malt ~)liovl up lett« was sent today. 

4 i!.:cil1l\il0 !larllling. This~Situotv;n wa~ iixod 
are slllli'!avlr.g pr<~bl!i'J'll~- The Cuatllmer &<!Vice 

06i.l1110 ThiS was a ttJj;fllllea, 1~!\IJe at>ti it W<l$ resolved. 

V :anked 1M caller for 11\<Jir feedback at·.d Will submit,;, lmul:>la 
llcllet to !he \e<;nnicai oej)aitrnerll. A 11'1;1tlbt'l! ltJlwt WtJS ::rubmittad. 

' 
5 ji'S/~81'10 ~t:on Aal.ll!lt!mt hung up on :he cU!lt.Omer nurlng a .:mll. Aftl':r lhe Olli'il/10 Th<> Ccnmun:cabon A!siSlant W>!~n't sc~ou!OO on the day the complah'lt wa11 

fllf'.a1JOO A.':fli!71nfl\ askml ir..tth!>llll:me n..tr,;ber. Jtltl TI'Y "\Jllil:rner rocclverl. iht~ :<upe~vbwW'ls uoahlelo folowup. 
llhe number, dtli liut dt~: it al1d hltrv,J up. 

6 06/25{10 lATTY Custott!er $111~ ihay gave tt~e Ccr~tmuni<:ation A:lsl&lanl the phone 0812~110 The Communlcabun AIISIMant was coached an proper W!lconnect pracedurr.m 
inl.il'llMt mdla!, hut lh& Conununlcation Asslslarlt did not ~~pond. fm and the Imports nee of ""tftYing t~l\IOPIIf'Vi!or in the ewl'l of techt'lica! 
customer slllte1:111Jey disctll't'lt><:~d w~h the Commun~ea~n A5S!511ml 1111111 ~Mbler!'Ul. Too CI:'I!MlUrticaUon As$isllln! undel'$tands. Thfl :wpe.rvmor cal! !he 
called back In and had !he sec:orld Ccmm!Jllict•tl:>n AI!!Sistant trans!!>! tlrem 1e customer on G/29110 at 9l6am. The ousromarplcked up, bul oouldtt'the«r. It 
<'.il&!almlt' !'lerv!ce. Th~ happeile<'i lh.5 eHming Ar•)tmd S pm. Wh~a 'alkr1yto sounded lllw they were using VCO, but never Indicated that. Anolller ~Wall 
the C\JS!Droor &llvll:e Rlljlrosontalrue !h& Gll!ler wal'. experiencing major on 6129/i 0 at 920am and \hale wus still no TTY r<111ponse. Th&te was anotflel' 
gl.lrbl~\g. The CU$liol!l~ Survictl Rnprosr.ntailve had 1u k"ep asking the caU on 7i2/10@. 933em, there was still no answer. 
CWliOtMrlo repeat what ~he !S~lffi \YM, "'h"' cvztomer alstl want,;d tu '<<~'JW 
where the Cammunicallon Assistant walt Inc :.tad ~ t, whir.h was not divulge< Itt) 
the cU$lornor. Tho Customer Ser -lice ReprseenlallV<r <IPQlOgi:rod m the 
r.ustomor. 'Jl1(j; CU$lDrtl$l'w(l\Jld lllw to nave follow up 'lllnt tl"-' sJootvlsor 
durmg momlnQ hourn.. 

7 Olll28/10 A C'OOtr.Jmer oske<l tllll' Comnrun«:tliioll/\ssistant 11., lliaase <li!ll a nvmb~r and 06/28i10 The supervillor did not hilve !hat patllcular Commun.'catlon Assls(ant asslgoed 
lhey hung up on them. 11m Cl.lslaf!l'\1 sa:d t'us happened a1ount'J ?:·JOp m1 at !hie time. The supe!Vi!IOT attempted to loiJI)w up with the t.:l.:slomer at 642pm 
6126. The :::l•srome• Setvlce Represen!Rtl'ie apoiagl::ed 1o lhn c-JstomerS!'d on 28 or June. The customer $latlld lhat $he wm caU m& bUck' and lhe!l 
lot thom know- would lbrwan:i tbe infn."''r·ation to lhti appropr:»te persofl. disconnected. Two days has passed without a return eah from her. This ls&ua 
T~ wstomar '*'''let like a fulli:Jw up phone C<liL h!!$ befll'l drlsed. 

8 ti6i30!1G fA customer calted tn aPd ::~ave lhe Communlcat!M A:lsi!ltant t11a phone !ltl30110 11m Communicalkm As:~llrtent mmembe~ the can and said that when !he 
number to dlul and a nu~ssaga lo be left, The Communi~allon A.ul~tallt tltd not t::!lll dropp$d,1hel'$ was a shari del!)y e1ld thuri everythlt1{; SC!Illled across his 
say tile message was garll!ed and iqn(lreQ lho customer. roo cu91\lmer h<Jng screen fll.llly fa$1. Sy the tim& 11$ was ab!e to read the inbounds mMSage, llle 
up right after. The Cusromer Service Rep«!Sentattve !hani<OO lhe custolner ror inbound diStOnnected. The Customer Se!vlca Representative coached the 
tha feedbllck and sl!k! tlmt the lnfoonallon WO<Jid ba fotwardad to the Communicallor• Aesi\ltant oo ~ out trouble Uckets and keeping lhe 
[apj)ftlprlatll pnr$U!I, cuslool$1" tnfuF!Tie<! by ~ng lhelrr kf'lOW he'$ rondlog thelr i<1!lnJOI!Oil6. A 

futlowup cal was malieoo718/10 1\J 1he mstmner. 
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! '3 OHl1tlfJ l~i ~"'"'"""'"'"c;:,:,~;"--'"" •)710'!1~1) . t\ m:;unlaader met wltl·, the CaF,mumcatJ;•n Aa:>iatan~ The Cc;mlwllita;n;;;;•-, 
JH•; ~;J ~:.n ~''t:'"h t' 'J'h:: fn:-J·.ih ·;;. :~:-.--; r .-0,

1
;, "?~u:- (;·$,·.;.:.•q'1t~~~i 1v ... it :;m:::.t- .<t( l..t."i!)tjif3:r\i~:t Go~tl~d on trw :~~r:~i~;~ ~.-~r ft.:rlt:n~;ina i~'<>{Jf1;tect [JfOC(:'4ur('U 

' 
r.~:"t'YJrn.t1C.~',~ ~·- H~ :-_. ;~ (:: ·l ;.·~\'·.fl --'1~ { ;\::)~~··n-1;: :.,~--.+·,.:.:. q_~~~""'!:<""'·.,.; 1~H· . .,.~ n ,q ',;U!HlH!! ,;;,m!l:./1 .l\\I~VItt!N \lib$ «i><U •.:milci'te(l '"' ir*alirl!, iJrl(~h c.,"!ll in'!! 

t ;.• J0~~::-9f7-:'!\~ :,i' -:b• tr~t ;.r'<,..~::"<'S-'y/1<"' ;tJK i'J~~f,tJtW~ ;, '-t< t-l"' • • ..! lu~ f00·~;-'tJ¢0 1!1 ~:-u~~r orof'lls~oa· manMr ana l!.M a s.lpmvisor if possible prob:am on arw c:o~-

I 
i~: p0;--:hh:'·l fc• 1:: f>';)!~1V; ;-;;./\ :::..t:lk;r;H'tf ~-'f·_;t Jj_J :k* r ... "\Jjt-.Jp\~;nf' .... ':if. f~ .. do~.<-nJ,.'J~ The Comr:unlca!fcn Al!l!islwtf <Jrld.,:mand&. Tna ~aaor reqt ~tad ttJUcw !Jll, 

i Tl1,'\'le attllmphl ;wrt~ made. oo co;.nta~twfth the ~uetomP.tw~& achiev<'ld. 

i 
.... -~~--~<'<:'-t"«.>w>'1o<<l!l<>qm«N<H~~'""'~ 

· 1C IO~yb.Jf:.f1~l ;;:: s a•·. l<~tn ~<)')·. tha "'x:'~''-"'1' <>1 m-~t ~;w.;,;;n~ ., ,, i;l<' ,;~zlon<>t's 2<~vi el Gi/00/10 A <;ust<'.moel ntJM reu iaedb.u;k roljll>n:l'oe gtw.llfa} ~ur~ ?f capllons. 1 /1e 
. Cu!ltcmar Ser1ice Repre$<'1ntlllive sugo~tl<ld thtl custo<net doc>Ji11Emt tlis 

dm~. time ~ Comm .mir.allcn Asr.ist'ilnt'$10 n~mber ofanv iuhue ¢i\lla to 

I a I!::>"" 1.1$ to mks spedr..:: acUrn• with lhe Cotnmunlcabcn Aisilltmt carfuolng 
1he can. 

'1 07.'15110 TM Ctmtonar~ ~ptions tlt!lp m M'd-:t!o tH th,tl ~en 07li5i1() The culii\Ortler veiled and 3W1cd on a prwiOus Clift !ho L"aPiiel'ls stopped aft!lr 

I 
!he 'ni~l graet!ng from !he r,aller and tleve<' 111.med ag~in. TM Customar 

S&r'II!Cll RepresentatiVe apoiogtz.tld fuf lhe incidence and tokt lhe cm;tc~Mt 
thnt IIley V/Quld lnves~gata the Clll!. The irlve$tlgatlon snows a v<Jry b!Wif caU 
and nctetion that audio was !oat for an unlu1own re:ason. The G<.!li d<.!taR was 

~hamrl with 1ha CaR Center management for follow up with the Call lltJOOif>..llliiJr 
Asslsl:~~ot by the Communlcsilon As~~Stellf's aupeMsor. The Communl.'liSUoo 
Ass!atllnfs StJll';l!Visor advised lho Com!ll!JI'\lcatiOn Asl$1starrt of protocol to 
lbllow ....nan a~<'dio is lost. The Cu.stomer SeNtce l'iep01$entatlve eatled 11'19 
cusromer back, apologized and sharf!d lhe lnvestigal:O•, ftndlr\q!l With 1hE' 

c~;~!oml!f. 

12 OOIW~n A vote custoa>er called C1ree d;fferem phon a numbar:. that am not Ratay 08-12stl0 A klclmicien wori<acl With cu~!C!mm on INs arn:ll!gt•red out lhat she needs !t'l 
re!atoo, but am oolng rou!cd to our mtay wnter. T1"' customer slawd ll".llt this put '1" n froot of the nurnb~she i~ ~~~~ng, The cusicm!Jrwes satllliled. 
happGilflcl ulxlut a monl\1 ago. !l..,;as !l.<t:.d but It :R otJW hal'lpenin\1 agam. The 
cootQmG( doo~ two tho r>>l!ly se!VIce ro ~~~~~ '* daat fnend bl;! hos notcalleti tho 
den< fliend f<.~~ u whoo, Thr• otM•tomar ill JhJstralP.d !hal tl:a1 ¢.~'1 not an1"e <J(',ry 
impcllllnt il8lls to lha!r dO<llors' offlr.<m. The Customr.r SaMe~ Repm~.>rM!lVt! . apolcgil'~ to lhc nrstomc~. and o!femct to c;<f• tho <ioc:lll's off.ce ar.d have lhC! 
~oc:tor':< office ca11 the r.ustomer f<".<l <.lLWtt>r~r·1ecl.ned th~ •)flcr Md would 
ike 1ha RP.l;;\f Ptogr.lvn Mrm11gq.r 1o contact then zrt :~onn ::,~~ r-z>rJ~!b!~-

13 ~£113/10 A .:::u&tonler Silid tnat lhe C.:.-r•mul'l!Ca':V1r Ar.slr.talll d\d not gw,; jh><m lhO 09/H/10 l'l'te custGrnt~r wa$ saiiSDoo with !he e~planatllln and aoology off!ued by 1t1e 
numb!lf from uil'eG:O<)' assllr.ante. The number was silo\•ted l:yl::ed to 'he supervisor. 
lnbound rnuny tlmos or. tho Comrnur>i~ahun All:lkli:!J!!t$ 1J1:rean The Cuotomor 
Sr..vic•t Reprtm<lf!WI:il.-1'1 Ap<lioq n,<lfr.>r the i>v.:'lnvenien;A ~r(! l(l/ormv:l tr.o 
cusromer th."tit may baa lenhnlr.l'lll'<.~UI!, Theyga~a tt;o: nwnber tn ihe 
customer aga.n. 

14 !10i20/1!l ~- ... ··-··-.... -..- ... 10120/10 A supervisor met will> the Corr.l'llllnlt::eiion Assi&tant. The supervllror called 1M 
n them wali !rouble COS'lmunicatlng. The m.~~tomnr dn"'s ~ot <:Ulltomer and tha cuatcmer asked llultl.e cal bll!Ck "" 1012212010. The 
mUI1lcallcn As~~ant lmu.II-J the oroper .<\BC';s pr0¢edu~. llup4Jtl'lli$0!' m<!lt wilh CotnmunicaUon Aaai&fmlt and C.'Oachec them lD 
Hun<:t<litxl All"~t <.~s :he afpr.abet w spel out..> word if fm mediately ut.e lhe alphabet ~ do not urrderstand a word. A supervisor oa&ed 

h~e- 13 n»er.orrun~ ::"ca1.\oo:. bal;l<:pe!'tne <liJOO)mer teq\Jf'.sl butnoanswerorr10122 at 1500, 163(), and 
"1700. 

15 1UI:W/10 A cUSUJmer wa-s wable 10 make capt:Oned .:c:ffe 10129110 A custcmec fllPOrted ll'>el 'leed 10 welt for an C.:.m1!11Jl1ieation Ae:~l!!wl'twtwr. 
alfempHng b::l rnake a oapliortl!d call. The Ctl$lcmer Sel\tlce RepreS<!IIli06Vli' 

apalcglzed for lhls expelienetl and noted !here was a technical d!J'Ilcul~ at the 
Call Cenwr that oaused calls not to ring 1l1rough to waiting co:ptlollfsl An 

~ui!lmsnt vendor cc~ !he mettar, The Cus1x:l!n¢r Se1vlve 
Representat~ confwmed the custtltT>tlr ~ now sb!e In make: thelr capllo<led 

cal SllOCes!!My wiiOOut delay. 

16 11119/i() A <:U$\!Jmer wan!ed lo know wily fhe Cornmuok:ation As~istant di5'Connecfcd 11/30110 Whole< ltl8 Commun!:liltlon Ass1&1an!: .:!Qes oot ceeaR <:lrct«nwnces cf this 
\llelr ~1 The supervrsorapolcgileu to \he .:ustomer and ~alii we '-'Of !ld nature, the Con-unun!catlon Assistant was remloooo to report any Ulchnfcal 
nhet::k into il The Otllttamer dlrJ not req~;csl foil:lW·li):} difficul\y !hat mey AJSUit in di~. "l1le Commtlnlcall,ln Asslsti.intWlls 

remuu:ied of the cor.s.;oquenca& of a dl$oonn~cllng a ca~. 
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f'io/"'----r--..-~··-~..,_.,..._._""'~'""~'~·""~·,-,·~...-.~- !:cn~ .. '>O A caliw '~~Ortll:i he<~rm~ "PIIIilf'<' wal lor tha n$1(\ ;<w~Jit.l!A$ qper~. Tne l '17 L:;.·~"; •(, Ttf>l:n-~·\Ve.·f .. ;~~:10Ji+¥J J-t.~VW.S..n4 ... '}Jd~ ht.:: .. ~:.:'< 1~;~~ 

t:>JSttl''1e:rtdrYk;~ rol.Hfl.tl~Htath.~ ;;d~b:ed th? c::.tstorner 1ha~ ort OPC~r 

I 1 Zth, t.;w:i oi'a ~taff'•'tG fur h~ M.aC~~un ~~n GV:11Q::"" v:as affuc!~ 0y u :levtwt. 
snuwstmm. D.Ja t:; blhzan:i WHtJ~':lns the. Ct~/s ~u!l ~E<f\4c~ was <sb .. t <luwn fur 

th'-' an11ra ,J,..y ~ ltllvll! wi'llm !Nl m~y w11z $e\'ttlcly i!M•ie~. Whne a<'swer 
tmes were ~.,..d di.Jtj Ill :<ildl.lCod !ltafflng tftt'Oughout tl14 morr:OQ' and early 
~fleft'.con. Cap Tli!i oonlfnuect lo pror.<lt1~ calls thxwghout the dey. H(l>Nr;ver, 
ans'h'SrtlmeJ .,am sffac:ad. The ~u~tm'~llr !l'ltvlr.e :epres&nlall>'e CQnfinned . >Vllh tns cusl.omar ttu:o:lhey aro rGW abill ttl mal«! ~ft(l rucelva .::aptloned calls 

l!l.ICI'.ell~iully Without oolil)l. 

~u i~.'1ei1\1 • r.ttt$tlf1l~l rt:p~rtOO i'''lt>~. v1'tib v·,mr*~Ja~;~VtJ 1 A~sista:V was rlh"'k~d h.J ~nl;i 1:1/16110 The SrJ¥e0iisor disoussoo tlli$ issue 'hil111he communicntlrn\ All$ltte.ntarn:l tl'le 
wn.;e ~v:J10mflr werl\ bJ g>lt u~ pt>o~e 11Un'.il<:lr. 7h$ C~mrr.urt•caliGtl A9llilrtlnt Cmnmunicatlon A!!slstll~ d~ed famllfar!ly of prol)ll>td!~o!1rnl~li-:n 
t<;p-ad a ditrue11t~1 rf~!m ~rvi v~·; ... ~ rtKi-2 a•"~:J no~ _1;)il:9nt~> plt'ICe<Jure. '!'he Coll'lffit.lt'1:(:a\1Qn AGs1s!<Jr.t foilowed thE) cor fee; procedure 

1\1 12!2f410 Throm WAr(; Je,;er<~: ·~<V<Gc ~e• Kw With til'~ rmtl. 1;zt'l1Jt() A 1l!J&tomer reported beinG unable to <:onneot withQnptlona. The Ct~(lmffr 
Service RGpfesentaW!> apofQ~cl t!llha cu~!amer fur !h~~ ~ce ana 
nor.ed there ·M!s a te¢hnlclll uiffic•Jlty ati!w Cal Cerrt&r cawing calla Ill be 

plaaed 111 queue arid exper!ell¢e UI\\ISitaly long waH times dUI'Ing e !ivo Mur 
:nlerval •. ~n e~~tlilmili equipment vendor eottiiC1ed the mattar. The CuafnrMr 
Service Repre3!llf'ltatlvc eonfhmed the ~us!amt'lr ls now able lG make llli!lr 

captkloen call s<..ccessfully wffhout dei<ly. 

20 12/?.0fhl illore wo!t:l [!Qneml se'\rice ill~ ""\II th?s co:lt 12/lWto A eustorner reported !:>tmQ unablt!l \Q ~011{1e(.i with capllons. The Cusrorr~a~ 
Service Represerltai!Ve ;apologjlOO to lhe cuskl•net·fur this exp$f'tanaeand 
notud them was a te::hnk:ill d!!lk:ulty at the Can Genmr causing oel'< In hf! 

placed in quooe and e>Cpe,ierwe uru.lllu<llly long wait tmes during a N~e ho.~r 
inter.tal • .An ~xtema! equij:xnenl >t:ndor comll;ted Uw rnatlar. The Customer 
SArvicfl Repres.ooleiM't corrti:nned the eustomef ls now able to milk" \lioir 

caplkme<J call succes~iut!lfwlth!'JJll delay. 

21 ~2120/1{) rru~rewere ;-enbrt¢~ oor</t'-e htHJCS Wit~~ 1hi~ t:,,ut 12:121i10 A CUlltomer reported being unable 1xl connect \tilth cw!lona. The CUstomer 
Servlce Represanlalwe apoklgiL!<lO m !he customer for lhl$ expt)tiern'<..a end . rto~ thoro was a toolmical dll\'lcul~ at the Call Center Clll!Sing Mit! Ill tEl 
placed 'n queue and a>q:>erlenca unusval1y iong waft limes durtng a m hour 
intP.WaL An extemal ~lli$Jmentvendor corrected ihe matter. The Custnmar 
Service Represelltaillte confirmed the customer 1!1 nnw able lo ~their 

Cllf.lliOned call !IUCcesafuly without delay. 

22 1<:.'20/10 There wero g<1;.er.d "er-1£" i~suo-o; witb IMo<> a;., II. 1212?/10 A et.l$1tlmer reported being unebta to coonectwith captlons. Ttte vustomer 
Service Repi'BSIII1IIII!Ve apologiUtd In !he CU8IOmef for thle expertence and 
noted there was a !eohniGal diftlc1.11ty at the CaU Csn1\u' causing calls \Q be 

placed In q~ and oxperlQnce unusually long wa1! tinws dUtin9 a !ivo hour 
11:\l.eNal. An ex lema! equipment ~or ~orreolarl the 1nattcr. Tito Customer 
Service Rcproscnmi!Ve confirmed 1he customer Is now abl<;l1o make ~heir 

captioned calf sut:eell&fuily wilhoui delay. 

~3 12/JW10 T;1cre were gen<>tal se•\>k:e Ossl.lllli with this ~a'l. i2121i10 A eustomer tAportlld oelng unable to connecl with capllons The Customer 
Servk;e Representative apol£>91zed to !he customer for thia lll!P&f.!!n<:e and 
noted there was alecllnical dlfilculty at !he CaD Center causing caBs to be 

placed n queue and el<l)eriencll 1,111uaua.l!y 10119 walt limos during a ~ve hour 
Interval. k external-equipment vendor eorrected the matter. The Cuetonwr 
Serviw f<apresentatlve conlirmec the ouslomAr !!',now .able to l"laka their 

czrpt:ionlld wK successfully w!L!Jout delay. 

24 12121/10 'ihe<e were general sal'llics k>sue$ will'. this caB. 121.22110 A cuslotrlet MIJ<'IIed bslng unable to eonnect With .:apllilnl!. 1 he Customer 
Service Re!)-entllfrvo apologized tc U1e customer for !hiS ~e and 
noted there w~e a tec!micel dlf'Jicvlty at the Call Center causing calls ID be 

placed tn queiJI!l and expe•ience onuevally !onQ wa~ 1imea during a fiVe hout 
lnte!Vlll. An external equipment vender aortt~oled !he mat.ter. 11'11<1 CtlSbm1er 
SeNice ~enmt!Yt> confllm$d the customer Is now ab!lllo mal«<lh!)lt 

ceptionad ~:aU s~safl.IUywithout dE!fay, 
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f 

(I >'.-.<ir<e"';.,, ;.:,;r:~f·"''"''·-:u l~-;c;"~ "'1•:· \l<O:, ~,II, 1;!1;::~. il) A ;;\.mtomer ror<;~-1r,!lj Ueln<; -IHttl I~> I<! co.,, 
8e~.:r~ ~opre>:.t<:tnt ... '1~1·.~~ ':iOO!L~~;l{1~ *t.' # * ('lJfiitJJ1!Ct fntthi~ ti".fl;~!;:'JS;tC<S a;;d i 
n~,c !l'~'"' '-"<"J ~' \Pc'\f:k-"1 tliffu:>Jitt ~· :J-.0 C!lll (Amffi· \.ll>J~';-\1) ~Me lf'• !oe. • 

I ~io;od In '(li- and exper'111>-•a un.m<~ali)t lo19 w.Rltlit•lt:~ G.Jfin~ lJ f.ya hO<Jr 
lnl!:uva·. Ar> exwm~>l oqu'pll'lf!rt voo;it)' oorrecteo 1ho m<"lli!!'. ii'>5! ~tn!J( 
SeNtl4> Rep~entl.ltve confirmed Un; ::usltirtltlr' snow ::<bl~ 11:> Make ~1e:r 

I cap!frnw.d e>Jij su~sftd!y w!!hout oa!a.y. 

.... -~~!.l!illel :oli>P, 

2") :;?11'H}'1 1 r.1Stid !h->Jy W(.<fU !a<ki>VJ to B!'w Eny <mn1hl '"'rr.rr<;nV.:atbn 0~!:4111 An ~ncma!y O':;i;Umld. the caO screen changea <.olor and bottllnbound and 
iA""'!!tam <lU~ ttl<! lire r-ff_ T"" r.u!'.\Oinl'lr il!? >'o/\ u;lset an1 '$\'\} the oulbound callers wow $!multaneously <:lis~d- HowEover, the 
G<:~~l'll\1U>1ica\!c,-, A&~ostur>l :v;ll .VJ ~"l~ thet'-"o/e xt ~"'shoo wlli• U':e «~!i. cMIII'l!'!mti<m re~nl!<i llxetl anlh$ workststloo sr.reen. The Comtn:.>~n 
TJ..~e Coo!nr·...;pi·:a~1 1\~!$.\:in\ 'l~~1afJ:~d for ~.he ir~c~'l'1lt:Jf',;gnc~ and :ha.P.t(w~ AO$>a11!lt lsnrlledlatel'; re;:n:»b!:d th11!l1Cidenl i!J a ll~JPI!rvisor. The '"'mpuler wa:s 
t.1a ~us~s: 'ifJrtr.a feedt~;lck. This ~'htM~tn ·~u ~ pf)<.>~~r! :_jf4 !~ 1~'teir <lit$e\, t~ fll)sltion was rronl\Oted f<Jr fllaues, none ~n'ed. ~nd lt Willi 

!~rr.mctliate supervisrr. No ful:o'I"U!J;s~be·.t <!attlrrninad this wes a sins!!! teenolcal 11reguladty. 

2. 'IJ'fjf.' rtmm was a d!l!<:-<>1'!11f!C: Mr! r~cn~n,.r.trl•t(ng !he Ga>L 01!18111 The customer ~ comptl!ll\lr.Q ot !solan~d eap!lonoo ool!$ wi!fl mullipla 
dls~nneet !ocld&nts on the one calL The Customer s.,vrr_., 

Represenla1l\le IIWa.~tigated and found 1l1e eel had 61 d!scormect/reo:>nnect 
o<:currei1Ces wtlll:h indbti!S instability to maiJ:ltain !tie data cormectoo to carry 
the captions and audio, Tho Clllrtcmer Service Repmsootai!Ve apologtrod for 
U1u4ooromets eJCpelience er.d cxplaiMd Ute aplloo of pr€ssh~g 111e Captinn 

hvtton OfF then ON again to rfHJI!labll!lh a new c0!1Mclion to the C.d C!lnfer 
Ilia line 2 while malotainh'\Q a c011ne<:tlon to th" other party on line i. The 

customer confirmed that 11111Ce lhat lnoident all waa wall 'll!th her aapftoned 
camr~. 

28 011'21!11 The (;l.lstoJrw t::.'ffi9lair.-ed lhat the Ccnvn•llliGal:Or;,-\n~r~tan: war. not payin;, {]1125/11 Thl~ waa a (ecMmal <.>rror and tne pmbief>"', wa" tffilclved 
atten.tiol'l. rne l.l!JP!!IV~OI'Wlls able to see on !l'te r•..reert that thu ~ssaqe was 

r:.mrr,.micr;tinn AMint.lnt di<:\ ink>~m t..,., et:l'r:r of \hr: gmbioo 
Conununicatoo At•!Sisbnt apolog!zi'Jf) fur 1h>a inronv ... lien~~' 

• d re$l)l<;ad !he !Jarblir-r. Issue lc oont!m.-e ,1/1'11 tha t:W! . 

23 ooo·,;~ 1 Th>m!! '""'-"'<If\ i%11tt With ;ru. OOCIAllt:¥ O! U;e t;,;jJ~\)111!, o2!0<1n1 T!>e (ltl$fomer roportetl itlaccutllte captioO$ dvrlng her Cl.lls. The Customer 
Serv!ca RepretW,ntati~~e apologized for too lrcldence e!ld thanked lhe 

CU$lomer fOl' bringing their 'IJXperience !o our attenllon. Tim Cusmmer Serome 
Repl'lsenlatlve suggested lh<lt lha customer document the date, time and !l1e 
CommunicJ:ll!on Atsslsmnt ldootlftcaUon number of any full.Jra calls 10 allow w 
10 !!Ike speolflc acllon wah Ule Communication Asslslant capilonlrtg lh,;, t~-

' :30 021021!1 fTheiO werE> !lllflel"<ll probicms wl!h tlte sl>!rlic!'- 02/0Z/11 A customer reported seeing "Captioning SeMel!! Ts Rlrlglng• when_ 1fY1110 _to 
make caH&. The Custa!lulf Setvice Represerltalive m:htllwd 1ha Cl.llliornerlhat 

on 21Z/1 1 ,Cap Tel's ~ wasllffp-Otlld by bDz:r:ard oon<lltiCrl&. The Cueh:t'met' 
Service Rapresenta1ive apologized for the lni:onwn~ !his C3tlsed and 

advised slayir.g on the line for the ne"t t~~taitable caplfulllllt. Center loca!ione In 
Maofson and Mllweull;ee YM~elxlth u!lder a "$late oJ emergency• and (l•¢illil 

dan~;er" W8l1lllllJ declared by WiSCOn$ill Govemor Scott Wlllkor. Even though 
bus and tllx[ MN~es _.,.shut down In both cltles and many roodawero 
impW!aeble 1ha Milwaukee and Ml!di$ot1 tentvm oo!h remwned Qllt.'fl and 

fteldeo ¢li1l$ no~W~top. Seivfco fevets were not, mel for Ute day dva to delayed 
amwertlme. The s1~1>1of efOOI'genoy e11dad on 2flt11 ar.d ~fflro,g c~ 

was rester!!d. The Cusiomar Service Representa1lve oonllrrncd wllh the 
customer that !hoy am able to mala;~ and receive call$ ln a limcly mannsr. 
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-~-.-=~~--~~~~~o,~:.:~ .. ~c,~,·~-~~~:;;~:i~~~~,ku--n-~-"·-~~0·,,·~~0~~-e~~-r~s~'C~d~.p~uo~ni~,,,~,~--~~~;M~,~~~·}~~~~~~~,-n,~J1·~~~~~~~u;·i~n~u~lo~·~·~ 
~f!.. . ,"• .tWottl$1 ~""nr va--:0 R:s~r~Etwrt~itve aa·.;fsaj th~ c::&~M~t t'P6: I 
1 ,<>-.p'f ~I'>· 'lisffln~ w;;;,~ ~~~<l!tteo hyl;lir;;.;.ro '""''tli~on11, YM Cc;ry.~"'"'hl 

2ennco 1\ap~~e>rta!ivel\llOk:lgiztl<l f~· ~ 1<1t)(ltN011itlnc~ :Ills ::at!'.md e.w 
adviood nlllying or, ~ h fur IC,e rl*'<l: SV'aili!!;.lll Cl!otlon•nt Cellier iot13Uon!! in 
MaQ!st~1 and MII\\'Wikeewem Mlh under a '::tat~· of ame<l,)tmcy' amfa •w:n 
<:lange( wammg d~~mt oy Wlsc:li\Sin Govel'flf.!r Seelt Wa:ker. E'lec t!'l¢ugll 

btlS a~ tald 5etv!cAs were shu! down !ro !:loth e!i!e!!l and mt~ny ro;:<le were 
impMst~tie the Mliw&ukl'l<i! ar.ri MaJ!stll'l centtm: bolh tfl!m;lned open and 

1k!i<led calls nOil-t~tnp. SeMee ~!:If& we·o not mot for lhe day d;.;!l to de1a~eo 
answer time. >he state of 0018rsJ'I!I".C.\I ended on 2/U11 and a1Sffin!l capru:ily 

was restored. Tlw Cuslomer Ser<Jt:e Repri'!-UV'l eorriirmed wllh lh$ 
cus.:omer tl1<1t \hey are abkl to mekfl a!ld fl'<>tll>ffl calls !n a tiruely manner. 

t':32'tcm271'1'i'1 ..... "fiiT'nn:~c.re'W.-::rrs;Q~~r.e;.,_~::ji;';;r~(o01i~~~;;';;r.,::-;;~;r:;;:;"ct;!1;:;.-,~r.:<N;::"::;;,~:;.s~. --~-----""iro0;2JOw22itTHr"t"A~~;;!'l$';'i.r;;epc;';rteiedd~$6el;innQ'g':l"Cs;aptkljpii·~n~ing;;g'sseeri'VIOe=ile;"i;;s;'lR'liin~g;lflgng..r;w;;he~rn'tby!~n~g1mM 
make cafls. 1'til! C\llltolner S!!Mce Repl'll$i!>ntal!v& advl&ad lhe C\l$k>tner that 
M 212111 ,CapT ill'<~ staffirtg wu affected by bl!rzero condlt!oos. The CWriornru 
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Service Repreeentelive apelo{;lmd for lhe fn0011Venklnc:o 1lll& Ga~J&ed and 
ad\! hied sbilying on 1he 1111$ for the ~ avalla~ ~li$1. Canter IQ(:f)tlone in 
Madl$0n «~d MilwaukM Wl!flf hoth !McU!!' a "&tate of OOJer{lbMy" 3lld a· d<Jil 
danger' warning dflcfared by VVisCO!\&in Governor &ott Walker, Even lho\IQil 

bus and tal<l urvfces wera $hut down in both cffi'Js and many roads wure 
Impassable 1he Mllwaukae !ll'ld MadiiiOO cemera b¢tl rem<!lned openllffil 

fteldcd calls non-stop. Scsvlce flwels were not met lhrlhe dray due to delayed 
answer tim&. The state of emergency ended 011 212111 and statl'lng crapaclly 

was restored, !he Cllll10mer Serv'ce RepYellentllltve confitnl!ld with the 
customer that they anJ able to make and mcelva calis ln a timely mll!'ll'lll!' 

02P;2.111 A eu&tomer reponed ~llelng •CaptJonlng Service lfi RlnGili9" when lrylng (o 

make calis. "!he CtMower SeiV!co Raprcacntatlve adl!klad the custamer1hal 
en :!~11 ,Capiel's etet!ing was affacte1 !)y blin.<Jrd conditions. The CJJS!omer 

Service Repre~ntallva apo1agized for lha incOnvenience lhls caused ood 
advi'ltld a1ay1ng on 1he llt:e for the '19Xt available captlorrisf. Center !nootlt:ins kl 
Madl~!ltl and MIIW4ukee weJ1!I b01h unt:lat lll •state uf &mergency" ood e "civt1 
dang!l~' WC!Ifning declarod ~y Wisconsin <3ovemor Soolt Wa6<;er, Even thougtt 

bus and !<!Jd $1!r~s were shu! do-.n 'n holl1 cities and many rood!l wt~•e 
lmp;~ssab!e the Milw<tllkoo and Mad!soo oentero both remained opon anu 

litlld(iid caiis non· stop. Servi~ tevels were not met forth~ day due lo delayed 
an.'I\Ver tlme. Tho state of emergency ended on 2(.ll11 and st.afling capacity 

w.ls <estc:red. The Cusloo1E>r Service Rap!llnntatlv& conlinned tMit\ !he 
customer that they are able to mske and recoivo caRs In a llmeJy m3lll'llll'. 

02102/11 A customer reported $elng "C!l.p(iQning Slll\<loe i& Rr.giJ\g• wt:en \Jyii1G to 
make calls. The CU$Iotner Service Rapre!!entabVe adlllsed the oufllnmer that 

on 2/'2111 ,CapTcl'saialftlgwas affeclad by bll:;l:zaro cem:lllll:lns. The Cus1Ptrlel 
Servk'.e Rtlprfl(M!nta!MI apologized fbt the lllCilllvoolence 1hls caus$<1 and 

advised staying on 1!1e liM fur 1he next avabble eapNQ<liSt. Center !ocatiQns in 
Madl!OII and MtNauk<$~ wen:. both under a •~\ita of emocgeney" 1md a 'ci11ll 
dMgel' warning declared by Wisconsin Governor Scott W!ilker. E'fen though 

bua and taxi M~IV!ces were shut down in b(l!h eib!m and many roads wera 
lmpasaable the Miwti!Ukee and Madison centern both remeiMC open and 
~ Ct\U$ non•stop. Se!v!ce levels were not met lOr lhll day u to delayed 
answertl!rie. The Slate of ~ttnergeocy unded on r.rJ./11 8tlrl stnffiflll capacity 

was re:d.ored The CustomAr SeJVItl!l Aepresental!lle conilfmed wilh lhli> 
ClJ410mer that they are able 1o make and r&G!ri~n~ oal!s In a lime!:t manner. 
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it•'''l'"'l1 \ "f'""'·-~--~·-··"··· 
""''*'-' -~~-'.fi!W..d~-

I ::<';"> ·,· 't):c \v<+~ ~~s:~~:<)J fll .~;-?t;"i9, · .. lth !het ~ -:~--i~:~ c::'!J,·.<"'-: A c\ts:vnliJ" rep,7•<W\1 \WI<llfl\1 ~apnw.lnq St"rvl~:• ~~ R;ug~'\1" 1vh~n tyi<;;:J to I"" nz~e ;:;,!!~. ~r,., ClJt.tor~r $<IrAte "fep<1;1.enl~llve l«ivi~~d !lw CU1!1:>m·~r lih\t 

I '{ 
;r; li:lti! ,CapT\'I'.'s maif<1\lWl!:> !)JIII::tld by ttll::<'*"' cry~dlt.,.,nt. The Ct:stoo'~' 

~ 1 S•Wi<:o i't~soruatl""' a1,olo9•U!<i k.r rt.e inmn•<'nler.-,e this Cln.taoo end 

I 
I «dviS'I:J l:li!,1fl<J ""\00 l!n$ for IN! ,.e;;~. alliil!ab!e capliOr.illt. C>lnte' kica1klrlll in 
! . Madisor, <Jnd ,ViJlw'dlll\eflwme ~under a ·state of ematgency' <UI<:! a •civO 

I dar.ger· wamin;~ decllll'!ld by VV'Jaoomm\ GOV«not St:<'Jit Walker. Evert lhou!lh 
bvs aM laxi 11-er~ wete shut down &l both tll!es and 11'1$t'!y f1:.10d3 were 

I ' lmJ"''-"able tr... Mi:W:Wl<H alld Madi~ro<1 aenlllls bolh i'$lT!rMetl Of>$n and 

I fielded caRs Mn-stop. &Niae levels wore rot mot for the day dO& to de!a~ 
answer time. The state of illllergcr.cy cmie-d on :Zi2111 and swi!J 'II t:apacliy 

I w!l$ r&stored T 11e Customa' $ef\fic<!' !Zepr<>Gent<lti~e conlim~ed Willllhe 
~ 1 cH.s\<lrt!er !hat !hey are abie kt make a:ocl ra~eive c;all;; in a tl~lely mann!l!. 

3~ ::!2/02:1')1 iTharc '>Mar-s QCOOtal prcb.om~ wfth.the ,:,ei\ltJ;f1 02102!11 A eugtomer reported seeing 'Captioning &!Nice ls RJngmg" whsr !tyln~ tc 
make caKs, The C~ Service Raprcsontallve advised ih€1 customer ilmt 

on2/211 1 ,CapTei's sts:filt1y wna afl'(l1;ted by b!izza~ condUIOn$. The Custorrer 
SeNice ;:tepresanll«lve aoologlzed for tM iMonven!ellGe ihl& caused elld 

advimld staying on the line for tha MX! available capllonisl. Center loca1fom In 
Madison Md M•M>aukce were h¢th undM • ''ile:te of -rgen~Y/I!Itld a •cilnl 
danger" WM'l!ng decl~rad by Wlscl.>llll<•l Co¥ernof' Scott Walker. E'ffln lhOOQh 

bus and 'taxi sarviamt well! shut do<Nil Jn both clUes and mnny rl'l!'l<lG llilflt'!! 

lmp:lSSab!e th& M:lwaukee and Madison cente!'ll both ramlllnad cpon and 
ft(l!dod caBs non-slop. Ser\ih:e !l!vals •,wre not met for the day due to delayed 
'-'"~Mrllme. The staie of ~m<lrgency ol'lded 0<1 ?.121~ 1 al'ld $laffing eapa<llty 

wasrnstored, The Cuslemer &N.r.a Repfe$6ntatlve oo'1flt'f'hed Wi!lllhe 
cuatomor !hat they arc able to make and Nl!'A!IVe cats 'n a timely menflflf, 

37 02JC2;"1 !TIICIEJ \%lr4' :;onal:;t' pr(J(,{,#Jt\1.\ >ll~h 11\f! -~W¥'C!3 \l21(i3/li A r:ustomor reported '3e&ing "Clolp~t'llng SIW!oo •s Rln9lrlll' when !!ylng to 
rnai<F. Gotts. Tho Customer SeMG9 i'Septellenla!llle advilied lhe cUJII!.lmer thai 

on 2i'll11 ,CapTers sliillingwas affe<lted by blizzard ccndilione. The Cu$!omer 
Sor;,ce Representallve apologl2ed lor the lnconvenl4!nc~ this caused and 

• 
nd~lll!.ld steyingon the line tor :1\~ aext avadable caption!st. Center locations In 
Madlsc~ and ~®ke~ were bOlll under a "&tale of emergeMY" <~nd a •elva 
danger' warniny declared by Wisconsin <lovcma.r Scott Walket. Even \hcUIIh 

b-us and taxi services wern \lhiJtdown in both cities llf'd many roads were 
impassable the Milwaukee arld M~t!i>lon centers bot'lmmalned open anti 

l!t'lfd!Kl calls non-stop. Service level$ •nere not met for the day due to dalayed 
!ln$Wet tiMe, The sra1e of emerger.oy ended on 212111 and slafflng capacity 

was restored. The Cuotmnor Sorvrce Repms&nlllllve oonlimled vrill1 fha 
Cu$!nmer tr.al they are ahle to moka Md r4t'.elve o:lDs rn sllmely manner. 

18 10210411' The Commulitation Al!&istaottyped the wron<;J thlilg. !he ~ustomer askeo the ()2104/11 The Comrr.unlcation Assistant was coached o•1 wtwn ft ill aeoo!)lllble k.l repeu 
Commun!G8lkm Assistant to mpeat becalr.;e Qt har miotyplng. Ti'e what Will! p.avlousfy typed to the customer. The Commooicatif'ln Assist"lnt 
Conm~;on ~lllnt lllld tlle customer ''Comr11J.Illfcatlcn Assistant doesn't stated she now haA a ootterunderstsnding ofw\1en she can and~ 
how U1e lnfom~atllln". alter lim c'U!!tomer asked agam ihey were iold Ill& Mma repeat pnwleLmly relayed lnlonnation. The supervfsot who asslslad with !he 
th•na again. The customer ll!lked lt'lr !l'upervi~nr and said a Com~unicatlon r.al had elliU coachl!(l111e Cotnmvnicat!on Assistant and pro11ided as!lisll'ln~a 
Assist!lnt came 011 bu! they' were sure it it wos 11 &t>pwvlsor, The cue.tomor to the customllr to make su!ll !heir infcrr'1at1on was relayed cnrr~;e!ly. A k>uow 
woub:! Iiili~ a follow-~.~p ~c! ,.;a e-mat!. up 11m!!R MIS S<!r.l !O ti-.e GUMomllr. 

39 "21'141':1 The Convnunioation AsSt$1anl kept fl'aying nlii!S~ garoled, messag~ 02717111 In foliowins uo With the Cummunlr.afton Allsl5mnt the suueJVleor dl001JS!l.ed ~'1e 
garb~ IY'essage garol<'l:l, over and over. The Co.'Tif!l<mlcati<m Ass!sla!'.t inci~ and providOO the appropriate coachklQ to tllo CommunicatioP 
didn't waltlix !he GA'a or anything. just ,;aid r.-•age garbled Thon wht:n tho Ass.'stant. The ~uM-N!$0("-' <:Onftdeot that \he Communica1itln Au'$tlnt "''ill 
e~.rstotl161'&ald. "'K fino byu sksk"ltle agent said, "OK b'lliH• '\ksk". Tne communlcate in a ~:~~~lOr!!! I manMr In the future. A follow uP phone ca:l 
C\15tornor8a<viea Repre."l66llawe !l'lar.kad the cu&klmer for lllr. feedooci< an<J W<l!l made lt)li1ecu>rtomeroo21'f7i11 and a message was lett 
~olog!ald fur the 111r.onveman.:.e. Fo~ow •lP was raqooslad. 

40 CYJ106111 Tho comf1liJillt:atlon Assistant wac !l.lde lltld rumg up anllle wntnmer ~rl<:! QJJf)S!~ 1 A. !l!Jperv~Of met with the Communicat!ort Ass:Stanl The COmmunicallon 
lost all messages from IMir voice meil The Cusmmar S.m/1Ct'l ReprAS11111tl'ltiva A$SlS\ant d'oes not remember gelling a voice mair retr!evallhls week. 
apolaaizM m lhe caRar and W>l!>ll! a follow up lett en ll!eirvo!ce maR Ho-. 1he CommtJf1i.:eUon A$alstent kn¢ws how to l!C1:$S$ the help tru!lnu 

and !e request a sup81VI$or fot aSEistattt.e. The Ccmmunlcatloo Assislant was 
coached oo proper pN:ceduros. A supS!VIsor left a message at 3:20 pm EOT 

on ~a &ch 2011 per customer's foi!Qw.up reQuast. The supervisor 
apnlogi<ad llild explained that !he Gomr.lllnica\ion A$al&la• 11: w&li met 'lll'ilh aml 

went over procedures 
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